
What does r.strlctlng CPNI mean?

When you request that your CPNI be restricted it means any person within GTE
who sells GTE's Enhanced Services, like voice messaging, is restricted from
viewing your records. This may necessitate that your call cannot be processed
by the first GTE Representative answering your call. If your CPNI is restricted,
your call may need to be transferred to a Service Representative who is allowed
to view your records.

Who may view your customer records?

Anyone within GTE who does not sell an Enhanced Service, like voice
messaging, may view your records if you have elected to restrict it. This means
that GTE personnel like repair and installation may view your records in order to
provide you with timely, high quality services.

What must you do If you would like your CPNI restricted?

If you wish to have your CPNI restricted, you must send a written, signed
request to the GTE Business Office. The request will be kept on file at the
Business Office. If you wish to unrestrict your CPNI at a later date, you must
send another written, signed request to the GTE Business Office.
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BACKGROUND

This preSentation on CEI/ONA for OlE employees has two pans:

Cl a 17-minute videocape. entided "Learning Your Fees. II

Cl this Discussion Guide which includes CEI/ONA questions and answers, and

Cl a five page question and answer hand~t for your employees.

Telops Sales Training has developed this traWnl program - the videotape especially-
to get the attention of G1E employees about this iJnIatant regulatory issue.

The videotape is a spoof on "Mr. Roger's Neighbcrbood." By belinning the CEIlONA
training on • humorous note., the videotape de-mysQfies the cumbersome and
bureauaaric language of CEl/ONA regulations and simplifies the messap for
employees. 'Ibis is followed by • Q&.A discussion led by supervisors and managers.

- like yourself. which focuses your employees' attention on those key elements of
CEIIONA dial are tmst relevant to them and their jobs.

It's imporrmu that all msployea ill Sala GIld Sala Supponftuu:ri,olU s" rhis
viMorope DNi, til 1M vuy IeQSt, get acopy~eM QcU 1ItQl,riDJs.

WHY IS GTE IMPLEMENTING nus PROGRAM?

The Regional Bell Compama (DOCs) are required by the FCC to follow specific ONA
regulations. GTE Telephone Operadons does not have the same FCC mandate.
However. GTE hu volunteered to camply with the FCC reguWions perWninl to CEI.
ON~ and C'NI. As the country's larpst telephone company, we may have to meet the
same requilmJents IS the RBOCs in the future and therefCft determined it was good
business 10 do so now.

Also. u GTE lOlls out enhanced services. and IS enhanced service providers (ESPs)
enta' dIae bnliaesses, we will have 10 be very careful in how we deal with ESPs and
ensure that we U'aI them fairly. For these reasons, this training program needs to be
implemenced with your employees by January 31, 1992.

Discuuioll GItIiM. T,lops courulUOl84 1.



PREPARING YOURSELF

PREPARING MATERIALS

• Get a videotape player and monitor

• Gather Materials

STEP WHAT TO DO

YOU NEED:

1. Videotape entitled "Learning Your
FCC's"

2. One master of the Question and
Answer band-out

• Make one c:opy ofQ&A hand-out
for each meeting participanL

3. One Records Roster per session.

An eumple of. completed Records
Roster for • typical training sessioo
is attached 10 this package.

1. Review the CEIIONA videocape, "Leaminl Your FCC's", at least once.

2. Review the CEIIONA questions and answers.

3. Read duoup _ direcdons in this Guide for conductinl the meetinl.

4. ScbeduJe employees in smallll'OUPl «five to ten people (if feasible)
for 30 - ., minutes per group.

Nota: Ifyou have any questions that m not answered in the Q&A~ you can call
Roaer GI1IeDstein. Project MaDqcr far ONA Implemenwion at the General
0fI1ce in Texas (phone: 214/718-5187 ar telemail: R.Gallenstein). You
probably should check.to see iftbere is a refem1 procedure already
esIablished within your group ar area.

Traininl questions or requestS can be forwarded to Telops Sales Training
(phone:214J615-3240).

DLrclWio1'l Guid.e, Telops course 1U0184 2.



CONDUCTING THE MEETING

STEP WHAT TO DO

1. Explain the purpose rX the meeting:

• The objectives of this infarmal ttaiDing on CEIIONA are to:

I. Familiarize GTE employees with the a»ncept of Open
NetwOrk AlchiteetuIe (ONA).

b. Describe what an Enhanced Service Provider (ESP) is
and the kinds eX services they can offer.

c. Overview wtw Customer Propriewy NetwOrk
Informalion (CPNI) is. why cenaiD customer records are
resaicted. and how this restriction impacts some GTE .
jobs.

d. Explain why ESPs must be II'eated like any other GTE
customer and that discriminaIcry behavior towards them
is DOC allowed by the Federal Communications
Commission <FCC).

e. Discuss how CEJIONA increases sales opportUnities for
GTE.

• Have each panicipant fill out the Reccxds Roster.

2. Aaopen~questions ofpanicipancs to act people thinking. such
u:

• How is the Fedcn1 CommUDicadons Commission (FCC)
important to GTE's day-eo-day busiDeu?

• WhaI is an enhanced scnic:e? What enJwK:ed services is GTE
offering now?

3. ~CEllONA videocape entided "Learning your FCCs".

4. ~ each participant I copy of the Q&.A hanck»ut.

3.



CONDUCI1NG THE MEFI'ING, co,. 'd.:

s. Review wi diguss the key questions in the Q&.A.

Note: Each question is silftificant for either its regulatory impact or iES
relevance 10 a GTE employee's job. so please take the time to read and
discuss each question.

6. AJk: "Whll do you think wu the most important information you got
today from this session on CEIIONA1 How will this be used on your
job?"

Encouraae discussion and feedback on these questions. This will
persona.tize the ttaininl session and reinforce me key learning poinES
you've just covered u a group.

7. QB the training session:

t/ Thank participants fer their time IIId attention.

t/ Tell them that the videotape is available for them to see again.

t/ EDcourap the participants to use their Q&A haDd-out u a job
aid. and

t/ Remind them you're available to answer any questioas about
CEIIONA or to find local resources for further infomwion.

8. CoUClCt the completed Recards Roster and DJIiltD the Regisaar at your
local Education and Traininl depanmenL

'Ibis information will be entered into the training recard fer each
panicipulL This is especially important to ensure GTE meets all
~c:ocaDi~cs.

Discussioft GIIiM. r,/opI CDIIrX 1U0184 4.



eEI/ONA QUESTIONS AND ANSWERS:

Q: Why do I hizvc to know aboUl ONA?

A: The FCC hu issued an ONA order that the RBOC's (Regional Bell
Openrinl Companies) muse observe. This order contains compliance
requilanenlS. To meet those requirements. affected employees of the
RBOC's must know what is required about two areas:

1. confidenrial treaIIDmt of Customer Propriellry Nerwcrk Infcnnation
(aNI), and

2. non-discriminarory insralJation and maintenance of savices.

GTE is not currendy under orders by the FCCs to comply with their
CEIlONA regularions but we are voluntlrily complyinl with mese FCC
rqulations. It may be only amauer of time befQre the FCC requires us to
follow the same ONA regularory policies as the RBOC'S, especially now
that we are the largest independent phone company in the United Swes.

Q: Whtu's 1M FCC's inurul ill ONA?

A: The FCC wants to pl'OlDOCIe axnpecition in the tI:Jecommunications
marketpl~ and they waDt to assure dw it will be free of anti-competitive
influences. Or "a level playinl field." u Mr. Bureaucru said in me video.
In this way, the FCC is tryinl to encourap and mrm1lte the development
of enhanced telecommunications servic:es.

Q: Wlaat GIICIly uOpell Ncrwork Archit«tun. or ONA?

A: AM 01 aD. it's DOC architecture - it's I COIICept. ONA men to breakinl the
varioaI nelWOIk elements into individual service capabilities. That's called
"uabuDdlinl·" .

UnbundUnllets customers buy individual service options without havinl
to buy packaps of services "bundled" topther II a smile price.
Unbundling is like ordainl &om the "ala cane"~u at your favorite
restaurant. Unbundlinl reduces overall costs to prospective ESPs.

Discussioll GuiM, Tclops COIIIX IU()J!U s.



CEIJONA QUESTIONS AND ANSWERS, cotl'd.:

Q: What Ls CEll

A: CEI aands for "camparably efficient intereonneetion." CEI refers to
allowing enhanced service providers (ESPs) equal access to the netWork.

Q: What DTe QIIIfIPID0/enJtQnad senica?

A: These are services transmiaal over eotmnon carrier facilities mal involve
clara processing or interaCtive su:n.ae and recrieval of infomwion by
subscribers. Examl)les include voice messaging. videotext services, point
of sales credit verificarion. security alarm systems. and time share
computer services.

Q: Wlio provida enhtJnced services?

A: Businesses known u Enhanced Service Providen or ESPI. They are
businesses that develop sptD,Uzed applications, usin, GTE network
components, and men market them 10 end users. Telenet and Compuserv
are examples of ESP!. GTE is also an ESP.

Q: Doa GTEDIn' fllIY alttut&ed SD'Vica?

A: Yes, Personal Seaetary and CenU'lNet Voice Mess'lin. are OTE's first
enhnced scnice oft'aiDp. We will be ciferiDl ocher enbInc:ed services over
the next few yean. such u pteway services, FAX store and forward, aDd
odlen.

Q: Wdit II ".",.••••'re GIl ESP QlJJt. tU II COIMIOIl CfUriq, we provide
tICt:G6 to t1tIrD' ESPI, wItD nU,,,,~ willa III/or OUT clUtOl'Mn?
DoaII', IIUput .., in tJ Dicky sinItJtio"J

A: It could. which is why the FCC wroce me compliance requirements. They
keep us from aeam. inlD a questionable lepl position. Jiven our dual role u
a replated commoa carrier and u an ESP. These roles need to be clearly
separated so that they don't influence our dealinp with other ESP!.

DLsc..,." GuitM, Telopl co,," iUOllU 6.



eEllONA QUESTIONS AND ANSWERS, con'd.:

Q: /s then mryrhing good about ONA?

A: Yes. For GTE. ONA will lead to new markets, new revenue streams. and
inaeased network usale. For~ it will mean man: value added to
tbeir teJcaxnmunicaaOllS.

Q: W1lGtisCPNl?

A: CPNI stands for Customer Proprietary Network Information. CPNI is the
iDfarmaIion held in OTE's customer recards which penaiDs 10 our
rep1aled netWOrk services. such u basic service. Touch CaD. custom
calliD.. repairs. calJiDl information. etC. In other words. the netwodt
information that makes up a customer's monthly bill

Q: W1IGt doa "ratrietUag" CPNllftIUIII?

A: WhcD a custcmer requestS that their aNI be resaiC1ed. it means that any
person within GTE who is pn>lCUvely sellinl our enhaDced services. such
u Personal Secreauy or CenaaNet Voice Messaaml. cannoc view that
customer's records.

Q: Wlttu dDa CPNI htzvc tIJ do willa ",. and my job?

A: <i'JE ClIIIpIoJea _ famjU..with PfC*C1in1 plopr"1 inCormaDoa frcm
_"&barbed panies, especially from outside die company. The FCCs
Q'JfI rules~ III to establish pidelines fer protecdnl sam of the
...iIIfarmIdon fJom fellow employees.

Q: W1Io CdII review II cu.rtDmlr's. QCCOIUII if it is 1'UI1'icUtt?

A: Anyone within GTE who does not pro-lCdvely sell an enhanced seMce.
like Personal Secrewy or CennNet Voice Messapnl. may view a
cusaomer's restricted record.

DisCllUioli GuiM. T,lopI COIIIW 1U0184 7.



CEIlONA QUESTIONS AND ANSWERS, co,.'4.:

Q: How doG rUlrictiora afftet (J cu.rttJlMr's strvice?

A: Res1rictinla custamer's records does not affect their semcc. It may,
however, affect GTE's ability to process their request efficiendy and
effeclive1y. R.esaitu:d CPNI may necessitu=1bIla customer cannot be
processed by the first am semce represenWive 1DSWerin, their call
Tbal is, a customer may have to be transferred to a specific poup who can
view their account or may have to be called bIck by this poup.

Q: How doa (J cu..stomer havt tlttiT rtcords ratricud by GTE?

A: They must send a wriuea, siped request to their GTE business office,
askiD,to have their cusaomer reccrds restricted.

IfdIey are doiD, business with an enhanced service provider (ESP) or plan 
on doin, business with 1ft ESP, they can request tfw this ESP have access
to their JlCCXds. [Remember Fred's MessallDl CompIny in the
videocape.]

Q: WIrGt iftJ customtr d«ida they lID Iora,tr WtJIIt tD rtStrict tMir QCCOWtl?

A: Ifa CUSUJlDel' WIllIS to un-resuict their lICCOUIIt. they must send a written,
siped request to cbeir GTE business office.

Q: CM 411 alttIItud1D'Vk~provil:lu (ESP) rquaI CPNI ratrictiorajor tMir
ClllltJlrWnl

A: No. 111 req.- for Q'NI resaiction must be wriaea and siped by the
cuaomer, DOC me ESP.

Q: WItat if tJ CUItDIIfD' h4s tJ ItDra·publislttd or ItDra.listp1phDM IIIInIber?

A: Non-published and non-lisled numbers are a special class eX a»N1
resuicdon and are automllically resuiCled from outbound cal1in1 by any
sales penon sellin, enhanced scMces.
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The attached document was distributed to all GTE sales channels as a follow
up to traini':l9 on eEI/ONA.

This is an example of how the "refresher" information was distributed within
the CSOC sales channel.
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Date: 6-10-92 3:08pm
From: {K.ALTHANS}:TELEMAIL:GTEGO

To: R.GALLENSTEIN:TEL
Subj: CEI/ONA REVIEW FOR CSOC REPS
------------------------------------------------- Telemail --------------

Posted:
From:
To:
CC:

Subj:

Wed, Jun 10, 1992 4:00 PM EDT Hsg: DGJC-4546-6088
K.ALTHANS
J.W.WYDOCK, K.WALL, L.CRUZ, S.M.HILLER, C.TAGUE, C.WARCHOL
K.ALTHANS, R.GALLENSTEIN, K.A.COX, S.HAGUE, J.K.COLE,
H.CARLYLE,
I.ClVEY, P.SHIMOMOTO, K.M.PIETROWIAK, B.O.NOVAK
CEI/ONA REVIEW FOR CSOC REPS

Your favorite subject and mine: CEl/ONA - CPNI
Requirements.

Previously, on 4/21 I asked for suggestions on how to
follow-up and see how wonderful our training has been.
A mystery caller was proposed, but this process will not
cover enough of the bases. That is, we would like to insure
all of the representatives has some refresher training on
CPNI.

In order to review for all service representative. in an
••sy and quick proce.s, the following que.tions and answers
should be reviewed by the supervisors and their service
representatives. The service represetatives should fill in
the answers on the question sheet and then review the
questions with the right answers. The.e questions and
answers are the same as the material in the original
training package.

And quess what, the timeframe for completion is August 28th.
This will give the areas who have just completed training a
chance to complete the Q~'s later this summer.

This CEI/ONA review only needs to be completed in those
CSOC's with Voice Messaging - Personal Secretary in place.



CEI/ONA REVIEW

COMMON CUSTOMER QUESTIONS AND ANSWERS

1) WHAT IS CPNI?

CPNI is the information held in GTE's customer records
system which pertains to your regulated network services,
such as, Basic Service, Touch Call, Custom Calling, repair



information, Calling information. This information
basically makes up your monthly bill.

2) WHAT DOES RESTRICTING CPNI MEAN?

When you request that your CPNI be restricted it means
any person within GTE who pro-actively sells GTE's enhanced
services, such as Personal Secretary, cannot view your
records.

3) HOW DOES THE RESTRICTION AFFECT MY SERVICE?

It does not affect your service, however it may affect
GTE's ability to process your request efficiently and
effectively. This may necessitate that your call cannot be
processed by the first GTE Service Representative answering
your call. That is, your call will have to be transferred
to a specfic group who may view your account or they may
have to call you back.

4) WHO MAY VIEW MY ACCOUNT IF IT IS RESTRICTED?

Anyone within GTE who does not pro-actively .ell an
Enhanced Service, li~e Personal Secretary, may view your
records. This means that GTE personnel like repair and
installation may view your records in order to provide you
with timely, high quality service.

5) HOW DO I OBTAIN INFORMATION REGARDING CPNI?

I will be glad to send you some information relative to
CPNI restriction.

6) WHAT 00 I DO IF I WOULD LIKE TO HAVE MY CPNI RESTRICTED?

If you would like to have your CPNI restricted, you
must send a written signed request to the GTB business
office. The reque.t will be kept on file.



7) IS THERE A CHARGE TO RESTRICT MY ACCOUNT?

No, (there are no service order charges applicable).

8) WHAT IF I CHANGB MY. MIND AND DO NOT WANT MY ACCOUNT
EU:STRICTZD?

If you would like to unrestrict your account at a later
date, you must send another written, signed request to the



GTE business office.

9) CAN I STILL ORDER AN ENHANCED SERVIE IF I RESTRICT MY
ACCOUNT?

Yes, the service representative can take your order.

10) WHY IS GTE DOING THIS?

GTE, is following guidelines established with the
FCC/State Regulatory Commissions to allow GTB to sell
enhanced services.

11) CAN AN ENHANCED SERVICE PROVIDER REQUEST CPNI
RESTRICTION FOR THEIR CUSTOMERS?

No, all requests for CPNI restriction must be a written
signed request by the customer only, NOT by the
Enhanced Service Provider.

12) WHAT IS AN ENHANCBD SERVICB PROVIDER?

An Enhanced Service Provider (ESP) is a provider of an
enhanced service, such as Voice Messaging.

13) WHAT OTHBR PRODUCTS A,g ENHANCBD SERVICES?

Voice Me.saging is the first enhanced service GTE is
offering. Other service. include Packed Switch Service.,
Circuit Switched Line, Dedicated Video any many other. to
come.

14) WHAT IF I KAVS A NON-PUBLISHED OR NON-LISTED NUMB.R?

Non-published and non-listed numbers are a special
claas of CPNI restriction and are automatically restriced
fro. outbound calling by any enhanced .ervice .ales. (Thi.
means, no change in our current business procedure. relative
to NP and NL numbers.
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2) WHAT DOES RESTRICTING CPNI MEAN?

3) HOW DOES THE RESTRICTION AFFECT MY SERVICE?

4) WHO MAY VIEW MY ACCOUNT IF IT IS RESTRICTED?

5) HOW 00 I OBTAIN INFORMATION REGARDING CPNI?

6) WHAT 00 I 00 IF I WOULD LIKE TO BAVB MY CPNI RESTRICTED?

7) IS THEg A CHARGE TO RESTRICT MY ACCOUNT?

8) WHAT I!' I CHANGE MY MIND AND 00 NOT WAN'l' MY ACCOUN1'
RBSTRICTBD?

9) CAN I STILL OlU)O AN ENHANCED SDVICB IF I RESTRICT MY
ACCOUNT?

,10) WHY IS GTE DOING THIS?

11) CAN AN ENHANCED SERVICE PROVIDER REQUEST CPNI
RESTRICTION FOR THEIR CUSTOMERS?



12) WHAT IS AN ENHANCED SERVICE PROVIDER?

13) WHAT OTHER PRODUCTS ARE ENHANCED SERVICES?

14) WHAT IF I HAVE A NON-PUBLISHED OR NON-LISTED NUMBER?

CElREV.DOC



GTE CENTRANET

VOICE MESSAGING SALES TRAINING

COURSE NO. 4125/4127

for TAM and BSOC personnel

August 1991



•

Overview

Topics

Module Objectl.,..

MODULE 2:
GTE CORE.STRATEGIES

Module 2 presents current trends in the voice messaging
market and provides an explanation of GTE's core
strategies for selling c.o. based voice messaging.

Module 2 covers the following topics:

• voice messaging market trends

• why GTE wants to enter to voice messaging arena

• GTE'5 voice messaging strategies

• target segment

At the completion of this module, you will be able to:

• Recognize current trends in the voice messaging
market

• Oesaibe why GTE wants to enter the voice
messaging arena

• Define C1C's core strategy for C.O. based voice
messaging services

• Explain GTE's salesI service strategy for C.O. based
voice messaging

• Describe the voice messaging services pricing
strategy

• Explain GTE's promotion strategy for voice
messaging

• Describe GTE's distribution channel strategy for
voice messaging

Participant's WortcboClk Module 2·'



HlltOryand
Market Trends

Participant's Woftd)ook

In 1979, the ECS company <known today as VMX)
installed the first voice mail system at the 3M Company
in Minneapolis, Minnesota. This system occupied
approximately 90P square feet of floor space and cost
over SSOO,OOO. A staff of three people working around the
dock was required to provide maintenance service and
database administration. The 3M system's exclusive
function wu to provide voice mail service and to act as
the company's tmpOJate message center. This system
established the beginnings of a new means of
communications.

In 1982 and 1984, the voice messaging industry went
through a major revolution. The Rolm Corporation took
voice mail technology into another arena-that of
integration. Integration combined voice mail and PBX
technology and provided such features as automatic
telephone answering, message waiting indication, and
operator revert.

lJke mOlt new teehnoJogies, voice messaging has gone
through an initial period of product definition and .
refinement, market education, and customer acceptance.
The market for voice messaging has experienced rapid
growth, from approximately S84 million in 1984 to
approximately S3SO to $100 million in 1987. By 1992, the
voice messaging industry will become a 51 billion
industry.

To add to the explosion of the voice messaging industry,
US. DIstrict Coun Judge Harold Greene ruled on March
1, 1988 that the reponal Bell Companies (R.BCs) could
offer enhanced servic:eI, including voice mail, electronic
mail, audiotex, and videotex. The availability of voice
messaging from the RBCs should help to increase
understanding and acceptance of the voice messaging
,industry.

Module 2·2



Regulatory ".un WbatilONA7

Open Network Architecture (ONA) is aprocess by which
the FCC ordered public telephone mmpanies to make
their networks more aa::esllble to Enhanced Service
Providers (ESPs) for their use in providing Enhanced
Services to their aastomers. It involves GTE making
availabl, in an unbundled format (some via new tariff
filings), those services which are requested by the ESPs
and that have sufficient demand and utility and are
technically feasible.

History of ONA

The FCC in August, 1985, issued a Notice of Proposed
Rule Maldng to reexamine the rules and policies
established in their Compu_1nquiry n (CI-U) Order. in
this notice, they invited comment on a number of issues.
One issue was the replacement of the Structural
Separation Requirements with Comparably Efficient
InterCOl\NCtion (CEI) and ONA requiNments as a
prerequisite to being allowed to provide Enhanced
Services on a strUetura1ly UNepUated basis. The
subsequent related Report and Orders are known u the
FCC's Third Computer Inquiry (CI·m).

ONAn.CE1

The FCC provided a way for the telcos to offer Enhanced
Services on a structurally unseparated basis prior to
ONA implementation by ft1lnI and pining approval of a
"CEl Plan- on each individual Enhanced Service. This
plan must describe how the buic services used by the
telco's enhanced service offering will be made available
to other ESPs on a Comparably Efficient Interconnection
(CEDbasis.

Module 2·3


